King County KING COUNTY AUDITOR’S OFFICE

DECEMBER 1, 2023

Sixth Follow-up on Paratransit Audit

King County Metro Transit has made progress increasing access to paratransit service. It finished
translation of program information into five languages and began training community-based
organizations to sign up eligible people for paratransit service in October. Eligibility is determined after a
functional assessment and not based on a specific diagnosis.

Competing priorities delayed the roll out of a new payment method for Access riders, whose
payment options are still limited to cash. Metro Transit resolved technical barriers to new payment
methods with software upgrades this summer. However, plans to launch a new payment option are on
hold until the agency addresses other operational priorities. Paratransit ridership has not fully recovered
since the onset of the COVID-19 pandemic in 2020. Low driver retention is another challenge the agency
is facing in both paratransit and fixed-route service.

We will continue to monitor the three remaining recommendations on equity and payment options to
help Metro Transit reach eligible customers and better serve paratransit riders.

Of the 17 audit recommendations:
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See details below for implementation status of each recommendation.



Recommendation 1 On August 2, 2021 DONE @
Recommendation 2 On April 1,2020 CLOSED ®
Recommendation 3 On August 2, 2021 DONE @
Recommendation 4 On August 2, 2021 DONE @
Recommendation 5 On August 2, 2021 DONE @
Recommendation 6 On April 1,2020 DONE @

Recommendation 7

Transit should provide additional fare payment methods that take into account riders’
needs and trip frequency.

STATUS UPDATE: Metro Transit and its software vendor completed upgrades necessary to
support new payment methods in the summer of 2023. However, additional work to roll out new
payment options for Access riders is on hold until staff address County Executive priorities to
improve collaboration between Access Paratransit and the taxi industry. This is likely to delay new
payment options into 2024 or later. Metro Transit said its long-term vision is to connect Access
riders to ORCA, the fare payment system used by fixed-route riders. However, ORCA vendor
delays and the need for regional agreement on system upgrades make it difficult to determine
when Access riders will be able to pay using ORCA.

WHAT REMAINS: To complete this recommendation, Metro Transit needs to release a new
payment option to paratransit customers.

Recommendation 8 DONE @

Transit should work directly with King County communities to develop activities that will
address barriers to the Access paratransit program for people with limited English
proficiency.
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STATUS UPDATE: Metro Transit translated Access eligibility documents into five languages:
Chinese (simplified and traditional), Russian, Somali, Spanish, and Vietnamese. Community-based
organizations participating in the Navigator project, discussed under Recommendations 11 and
12, below, will distribute the translated documents to prospective riders. Translated documents
include applications and promotional and instructional information.

IMPACT: Providing translated materials to local partners helps raise awareness about Access
services and makes the program more inclusive.

Recommendation 9 On April 1,2020 DONE @
Recommendation 10 On August 2, 2021 DONE @

Recommendation 11

Transit should use the results of the Equity Impact Review to find and engage with
historically underserved populations.

STATUS UPDATE: Metro Transit is on track to begin a six-month pilot project in November 2023,
to help people sign up for Access services through community-based organizations. Community
partners participating in the pilot provide services in Somali and Vietnamese. The pilot, known as
the Navigator project, will assess the time and money community partners need to support
prospective Access riders through the eligibility process, which includes a detailed application and
functional assessment. Metro Transit expects information from the pilot to result in contracts with
community partners who would charge King County a fee for supporting prospective riders.

WHAT REMAINS: To complete this recommendation, Metro Transit needs to gather enough data
to determine contract pricing, and recruit additional community partners to offer services that
support riders through the eligibility process.

Recommendation 12

Based on the Equity Impact Review and best practices, Transit should a) develop community
impact measures for the Access paratransit program, b) include the metrics in its Access
paratransit performance monitoring plan, and c) annually report on equitable access to the
program.
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STATUS UPDATE: Metro Transit plans to begin reporting on its community impact measures after
it completes the Navigator project discussed in Recommendation 11. It issues its performance
metrics quarterly.

WHAT REMAINS: To complete this recommendation, Metro Transit needs to include its
community impact measures in its regular performance monitoring.

Recommendation 13 On April 1,2020 DONE @
Recommendation 14 On August 2, 2021 DONE @
Recommendation 15 On April 1,2020 DONE @
Recommendation 16 On August 2, 2021 DONE @
Recommendation 17 On August 2, 2021 DONE @

Megan Ko conducted this review. If you have any questions or would like more information, please
contact the King County Auditor’s Office at KCAO@KingCounty.gov or 206-477-1033.
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